This chapter reviews the difficulties inherent in using ICTs to manage customer-related information, and identifies the particular challenges for customer-centric deployment of ICTs. It provides a model of different levels of customer centric information use in organizations which helps understand how companies can become more customer centric in their information use. It reviews implications for future research in this emerging area and concludes that the challenges of ICT deployment and use must be addressed with an uncompromising focus on customer value as the central principle of both ICT design and deployment, and of information management in service organizations. It overviews a complementary technology to the integrated circuit based radio frequency identification (RFID) -surface acoustic wave (SAW) based RFID. The fundamental principle and applications of SAW RFID are presented. In order to guarantee the encoding capacity and reliable reading range, the design criteria in coding scheme, tag design and a time domain interrogated reader design are discussed in detail.
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Chapter 6 Information Needs of Logistics Service Providers 113 Ulla Tapaninen, Merikotka Research Center, Finland Hennariina Pulli, Merikotka Research Center, Finland Antti Posti, Merikotka Research Center, Finland This chapter studies is on logistics service providers (LSPs) that are representatives of typical Finnish supply chains. The purpose of the chapter is to point out the current level of information sharing in supply chains focusing on the information needs of logistics companies, particularly from the LSP's point of view. It revealed that there is a lack of logistics information in the supply chain. The information distribution should be intensified when aiming at achieving a more efficient supply chain. 
Chapter 8 Information and Communication Technology in Logistics as a Comparative Advantage 144 Roman Gumzej, University ofMaribor, Slovenia Martin Lipicnik, University ofMaribor, Slovenia
In a time, when the "economic crisis" is filling the news, it may seem hard to even think about improvements in terms of research and development, since "there are lacking funds even for the reproduction". However, also the last economic "revolution" was "born" in a crisis. Therefore it is sensible to look at the current situation as an opportunity for the next economic revolution, bringing the economy a new cycle of development.
Chapter 9
How to Market OR/MS Decision Support 157 Masayuki Ueda, Sapporo University, Japan
The OR/MS decision support is investigated from a new viewpoint of service. It is shown that OR/MS decision support shares characteristics with service and hence can be considered as a kind of service. It turns out that there is surely a problem with communication gap between decision makers and decision supporters. It is effective to utilize "problem specification", which is a decision-maker-friendly description of problems, as one approach to bridge the communication gap. 
V. Mexico Miguel Gaston Cedillo Campos, Tecnologico de Monterrey, Mexico
The quality of service is certainly a complex topic that many companies, although interested in the subject, difficult to address. It is important to define and detect both internal and external suppliers, as well as the cycles and stages of services in which the organization has a close interrelationship with them. In these stages, it is critical to assess the quality of services provided by suppliers.
Chapter 11 Analyzing Requirements and Approaches for Sourcing Software Based Services 195 G.R. Gangadharan, Novay, The Netherlands Erwin Fielt, Queensland University of Technology, Australia
The sourcing requirements are identified for software based services (SBS) and associate the key characteristics of SBS (with the sourcing requirements introduced). Furthermore, the sourcing of SBS is investigated with the related works in the field of classical procurement, business process outsourcing, and information systems sourcing. Based on the analysis, it is concluded that the direct adoption of these approaches for SBS is not feasible and new approaches are required for sourcing SBS.
Chapter 12
Supplier Relationship Management in Health Care 206 Tobias Mettler, University of St. Gallen, Switzerland & SAP Research St. Gallen, Switzerland Peter Rohner, University of St. Gallen, Switzerland In this chapter the current findings are adapted on supplier relationship management (SRM) to the health care context. On the basis of a case study a future scenario is developed for drugs supply management and discusses potential performance and quality improvements.
